
3112G 

29 

I I I I 
Customer stated: 'Voice people can hear TTY 
tones on my VCO calls with relay. This is very 
aggravating and it happens on a lot of my calls 
both incoming and outgoing. Specific calls that 
this has happened on are xxx x u  uu and xxx 
xxx xxxx." Customer has a Supersprint 4425 by 
Ultratec. Customer did not have an agent ID 
numbers on these calls. Customer felt that if the 0711 6/02 

TROUBLE TICKET results -This is a 
known issue that has been around for 
several years. Info is still being 
gathered to find a possible 
resolutions. We will continue to 
gather info from the customer and 
hope to find a permanent fix. 
7/16 - Called customer at home and 

problem contnued tnat ne would gel the agent 
ID number. RCS response: Thanked tne 
customer for lening u us know and assured him 
that a TROUBLE TICKET would be turned into 
the techs. TROUBLE TICKET 1000254205. 
Customer would I.ke a call oack when Ine 
problem is fixed. 

we conneded. We discussed nis 
concerns about bacKgroJnd noises' 
Mentioned tnat $t :s important lo  
document the complaint wl agent X in 
order to track down the problem. He 
underslood and Shall do that in the 
fUtJr0. 



- 
'racking 

# - 

12472 
12472 
12472 

- 
- - 

4746 
4746 
- 
- 

3170G - 

Date of 
esolution 

)7/07/02 

- 
Dale of 
Compl. 

17/07/0; 

- 
17/07/0; 
17107/Oj 
- 
- 

l7/08/0: 

- 
l7/08/0: - 

l7/13/0: 

Explanation of Resolution 

Met with agent. Coached agent on 
the importance of enunciation and 
clarity when voicing the T'tY user 
conversation to the voice customer. 
The inbound disconnected after 
which the voice customer requested 
a supervisor and the agent knowing 
that the outbound line would 
disconnect gave the outbound 
customer the relay Service number ir 
order to call. 

5 

Customer complained that the agent had a very 
heavy accent, which prevented him from 
understanding what the TTY user was saying. 
He also stated the agent was rude and hung up 
on him when he requested to speak wilh a 
supervisor. Apologized to the customer for the 
inconvenience. Informed him that his complaint 
would be documented and that I would address 
the agent regarding this complaint. 

I 
29 lSee complaint above 

I 

18,,5102 

The customer called in that the CA didn't type 
the message from the answering mach. All she 
did was type "(answering mach F) beep GA." 
Customer wants this typed up and sent to Van 
Scheppach. Thanked the customer for calling ir 
let her know I would fwd to the center and the 
OR acct mgr. Customer does not want follow u( 
contact. 

TROUBLE TICKET results ~ status 
dosed -informed customer via email 
Explained that it was a misrouted 
relay call. Tech indicated not enough 
information to track down the station 
site. Customer will inform acct 
manager if it happens again. Agent 
not at fault as system misrouted ST: 
call which should have ended up at 
Arizona center but ended up In Miam 
Center. Agent may have had difficult 
time understanding him. Agent was 
not able to route his call to STS 
center. Communicated to both 
outreach coordinator and STS 
customer. 

17 

I 
lSee resolution above 
ISee resolution above 

S2S customer's call was misrouted to regular 
relay. Agent 9540M did not transfer the call and 
was rude, continuously asking the caller for 
number calling to info. Customer wants these 
problems fixed both the misrouting and the rude 
agent. I thanked him and apologized for the 
problem. Customer wants Acct manager to 
contact him with resolution and also wants 
Susan Liiick notified. (Outreach coordinator for 
OR). Please call through S2S service. 
Submitted trouble ticket - 276714. 

17/14/02 

lSee resolution above 
I 
Discussed with agent the proper 
procedures for processing answerins 
mach. calls. Afler talking to the 
customer. agent felt she didn't want 
answering mach message typed out 
so she didn't. Person kept going fron 
VCO to typing, giving agent a lot of 
instructions. she appeared to be 
attempting to train agent. 



- 

12561 - 

4762 - 

4794 
4794 
- 
- 

transparent IhroughoLt [he call and I 07/13/02 I '  makina anv comments is never 711 3/02 

2o )7/17/0: 

Agent 4700 consulted on the spot 
and reports during that day many dia 
outs in succession, each agent 
resets the microphone wntrol. 
Spoke with both agents at the AZ 

07122/02 center. Both are now fully aware of 
the need lo keep microphone turned 
up. Agent 1925 -Minnesota Relay 
agents do not handle speech to 
speech call processing 

Oregon speech to speech user complaining that 
night agents do not maintain high microphone 
volume per user customer notes. Agents 
4908.4700. 1925tonight. I apologized and 
informed customer that the agents will be talked 
to. User did not want follow up. 

)7/23/0 

- 
07123lO - 

0 

Customer complained that the agent started 
talking to her at the end of call of a religious 
nature. Agent said 'Jesus is coming soon*. 
Customer alwa stated that she had the TTY 

OR Speech to Speech customer wishes to 
express his frustration that he had trouble 
getting through Speech to Speech relay. He 
tried and tried, but the phone just kept ringlng 
and was not answered at all. I apologized and 
explained that I did not know what the problem 
was but that it was possible all S2S agents ma! 
have been busy at that time. I explained that 
this is the sort of thing that the acct manager 
may be interested in knowing. The customer 
agreed. The customer said he will communicat, 
with Acct manager on this directly in case it is i 
chronic problem and can be fixed. Per 
customer3 request, I emaiied the acct manage 
on this incident as verification of this issue. 
Customer did not want follow up from relay as 
he wiii communicate to the acct manager 
himself. Emailed acct manager Van 
Scheppach 

Met with agent and he stated that 
towards the end of the call the voice 
person became very friendly and 
thankful for the sewice. Agent was 
coached on how to handle customen 
that are overly friendly and engaging 
in personal conversations. Agent ais( 
advised that his role is to remain 

07/23/02 

This customer has communicated 
this to the account manager. We 
discussed the nature of the problem 
not being able to identify the cause I 
the problem. will wait and see the 
final invoice statement with STs 
routing traffic that may impact that 
day with high call volume. No follow 

informed that the agent would be addressed 
regarding her complaint. Provided customer I with our fax number. Customer requested foll 
UP. 

accepiable. Contacted the customer 
and informed them that the agent 
was coached on the importance of 
remaining transparent by not 
imposing his beliefs onto the 
customers. The customer was 
thankful for the follow up and was 
satisfied with the resolution. 

upneeded: 

I I I 
20 lSee complaint above lSee resolution above 



- 

5318 - 

5319 
5319 
- 
- 

3224G 
3224G 
- 
- 

4 

- 

07/24/02 

The customer was upset because it seemed nc 
one was talking l o  her. She asked the agent 
"Are you there*The agent did not respond. The 
customer did not think anyone was there and 
hung up. I apologized forthe inconvenience an, 
asked if they wanted to be contacted. They did 
not answer just said they really did not like rela' 
and were vely frustrated I asked what we woul 
do to help them have a better experience and 
they said more training. I said I would make a 
note of that and again asked for their name anc 
number to have someone call them. Then they 
wanted to make a call so I placed it for them. 

07/25/02 

- 
07/25/02 - 

07/31/02 

- 
07/31/02 - 

07/25,02 

07/25/02 

Met with trainee. Trainee was 
coached on the importance of 
keeping the customer informed when 
requesting supervisor assistance. 
Contacted the customer. Apologized 
to the customer or the inconvenience 
and informed her that the agent 
nerrded assistance while processing 
her call and requested supervisor 
assistance however when doing so 
failed to inform her. Explained to the 
customer that the agent was coachel: 
on the importance of keeping the 
customer informed. The customer 
was satisfied with the resolution and 
thankfulforthecall back. 

ID 9118 is not currently assigned nor 
was it logged into the system on this 
particular day. Contacted customer. 
1st attempt left a message on 
answering mach informing him I 
would contact him at a letter time. 
2nd attempt - Customer not 
available. Instructed to call later. 3rd 
attempt - customer not available. 

17 

6 

required. 

7 lSee complaint above 

Voice customer said that the operator was real 
rude sounded really disappointed and had a 
lack of effort toward the call. Customer would 
like to be contacted with a resolution and more 
info. I told the cuslomer the he would be 
contacted with a resolution. 

See complaint above 
AVCO customer called to say that agent did 
not spell words correctly and "this is very 
difficult for me and all the agents should type 
slower, look at keyboard, and learn how to 
spell.'" Thanked the customer for taking the tim 
to let us know about this situation. No follow UL 

]See resolution above 

I 
Met with agent. Coached agent on 

ensure that messages are received 
clearly and understood by customers 



rracking 
# 

Date of Cat. # Nature of Complaint Date of Explanation of Resolution 
Compl. Compl. Resoiution 

08/19/02 

32956 

Unable to resolve due to no CA # 
given. In addition customer didn’t 

08/20/02 leave a # to call back. Case closed 
unable to irack agent # or customer 
phone number. -Van Scheppach 

Customer states that he has tried calling 
Speech to Speech more than 8 times and no 
one is answering. He gets only the busy signal. 
Apologized to the customer for the problem and 
assured that a complaint would be sent in so 
that it could be investigated further. 

O0 

32336 
32336 

Customer called in asking if there was a 
procedure change on answering mach 
procedures then went on to say the CA did not 
relay the message from the answering mach 

CA was asked to type out the message and 
didn’t. Apologized to the customer and let her 
know that I would wite up and forward it on to 
the appropriate center. Customer does not want 
contact with resolution. 

Unable to follow up with this agent 

action possible. 

just typed “(answering machl beep w. The 08/05/02 due to no longer here, No 08/02/02 

08/02/02 18 See complaints above See resolutions above 



- 
racking 

# - 

33410 - 

4912 - 

21 36 - 

:at # 
ompl 

- 
Date of 
Compl. - 

19/03/02 

Nature of Complaint Date of 
lesolution 

12/27/02 

09'10/02 

September 2002 
Explanation of Resolution 

Customer now uses CapTel on the 9 
month trial. SO I was not able to get 
hold of her via CapTel Call. 
TROUBLE TICKET results - A call 
daily record search was done that 
allwed us to verify that the calls 
were sent with a local code of 333 
billed as Sprint forlhe three calls 
listed on the face of the ticket. There 
is no other search that we can do to 
determine why that customers call 
was not sent as Vartec. All that we 
can do is verify the billing for that 
customers call on the day in 
question. 

CA said she voiced exactly what TI7 
person typed - letters "OKC" and shf 
voiced it as "OKC". Voice person 
responded Oklahoma City OK and 
that exactly what CA typed to 
inbound TTY person. CA said she Is 
aware she needs to type and voice 
exactly as given. 

require follow up. 

29 

Customer has her Charader of choice (COC) 
10 10 811 Vartec stored in database but 
continues to receive Sprint charges her bill. I 
verified that COC selection is in database. I 
opened trouble ticket per OR account manager. 
TROUBLE TICKET 1000382728 Customer does 

9 

5 

Customer believes CA did not relay properly 
during a call this morning to a travel agent. 
When customer visited travel agency in the 
afternoon travel agent thought the she wanted 
to go to Canada when she had said on the 
phone she wanted to go to Oklahoma City. She 
wants the CA coached. I apologized and 
thanked the customer. She does not want to be 
contacted. 

TTY customer was upset with CA. He said he 
placed a call and reached a recording. He 
started to give the CA a message to leave the 
and the CA hung up on him. I apologized to the 
customer and told him I would refer the 
complaint to a suDervisor for follow UP. No 

09/14/02 

Was informed customer made 
inappropriate comments tward 
agent and customer was advised 
that agenls are not allowed to 
engage in personal conversation anc 
requested the number to calk. The 
info was provided and a recording 
reached. Customer again began 
making inappropriate comments and 
when he was informed that a 
supervisor was being alerted the 
customer disconnected. Met with 
supervisor who assisted agent and 
was informed that the info the agent 
provided was correct. Based on info 
provided, agent followed proper 
procedures. 



- 

33696 - 

12235 - 

3402G - 

2159 
2159 
- 
- 

6144): - 

32 '9/12/02 1 

)9/17/02 

Customer called in Stating that he was unable 11 
connect to the 900 xxx xxxx; When trying to 
reach that relay number, all it did was ring and 
ring. Thanked the customer for calling in and lei 
him know I would have the techs check into I 

12/27/02 

09/17/02 

TROUBLE TiCKET results - I have 
made several test calls to the 900 
number provided. All of which 
connected within the first ring. Couli 
not duplicate the problem reported. 
possibility of the network being bus) 
may have prevented the call from 
connecting correctly. Could not 
recreate the problem with it not 
connecting. 11-12-02 Attempted to 
wntact customer - no answer. 11-1' 
02 attempted to contact customer n, 
answer. 12-27-02 attempted to 
contact customer no answer. 

Coached agent on the proper 
procedures to follow when the 
customer wants to interrupt. 
Appropriate action will be taken. 

19/20/02 

21 

l lY customer asked CA to dial a # and !he CA 
did. The person who answered hung up. The 
customer asked CA what did she do? (Referrin, 
to the OB who hung up). The CA refused to 
answer and hung up on customer. I apologized 
for the inconvenience and asked if they would 
like a call back pending the resolution of this 
matter. Customer asked we call back. 

Caller stated he gave a local number and the 
agent sent a message that read "this call can 
not be completed through relay LD calls have 
been restricted from your phone number.'' Calk 
wanted to know why the agent sent that msg. 
Caller stated that while they were asking the 
agent what the message meant the agent 
proceeded i o  redial the number. t apologized fo 
the inconvenience and advise the customer the 
agent would be addressed. 

I I 

19/20/02 I 17 ]See Complaint above 
I I 

)9/20/02 

19/22/02 

Customer called in trying to connect OR relay. 
HE tried one time and connected to RTX agent 
the second time he tried to reach relay 
customer service he connected to MO relay an, 
then had to be transferred to us. Apologized to 
the customer. 

35 12/27/02 
Complaint form lacked info as to 
agent #, therefore unable to track 
down the concern. 

09/20/02 

I 
CA gave approved phrase "CA no 
longer has that info" ARer this CA 
reporls customer did not respond. 
Afler 3 minutes CA disconnected 
call. Discussed with customer - ma 
be a technical problem. -Van 
Scheppach 

17 

See Resolution above ?I== Voice called l lY  and male agent chuckled at 
TTY's typing. At times openly laughed. Voice 
asked if there was a party going on and agent 
said "No". Voice asked if agent was laughing 
at TPI - agent said yes and again started to 
laugh. I sincerely apologized to the caller who 
was extremely upset. 

05120m3 
No call-back required. Closed, no 
phone number to caii to follow up. 



- 

3414G - 

12397 - 

12389 - 

8956 
8956 
- - 

19/22/02 

)9/26/02 

- 

9/22/0: 

Spoke with agent. He Stated that he 
was not laughing at the TIY user. 
Coached the agent on the 
importance of remaining transparent 
of not engaging in personal 
conversations and lo  akdays remain 
professional. Also advised agent on 
the consequences of being rude to 
customers and not foiiowing proper 
procedures. Due to the nature of the 
complaint appropriate action will be 
taken. Customer was contacted on 
9/25 regarding the resoiution. Spoke 
with customer. Stated that the agent 
had been addressed on his 
inappropriate handling of the call anc 
his not being professional. Also 
advised customer that this type of 
behavior is unacceptable and not 
tolerated. Customer satisfied with thf 
resolution. 

After this complaint it was discoverel. 
that no one was logged into the 
system using this number at the time 
of the complaint. 

9/24/0 

19/26/02 912410 
Based on the info provided proper 
procedures were followed. No furthei 
action will be taken. 

ustomer unhappy with agents who have heavy 
:cents. She can hardly understand and states 
gents can nardly read English. She has 
(perienced this continuously and is tired of it. 
eports happens most ofien with agents whose 
) numbers begin wilh 9. Usually hangs up and 
ills back until she gets an agent who speaks 
ear fluent English. Complaining because this 
gent had a very heavy accent and could barely 
!ad English being typed to him but was 
ughing throughout the call. 

10/02/02 

~~~ 

ustomer stated that agent interrupted them 
hile they were typing a msg. i apologized to 
le customer for the inconvenience and 
iformed the customer that the agent would be 
ddressed. Customer does not request follow 
P. 

I talked with CA about this incident. 
CA said that she didn't recall and 
believed the voice person mistakenl) 
gave the wrong CA number. The CA 
was coached to verify the number 
when in doubt. 

he customer stated the operator did not repeal 
le answering mach message upon his request 
apologized to the customer for the 
convenience and informed the customer the 
omplaint would be documented. Customer did 
01 request contact. 

A rudely cut off the voice person during relay 
all. Voice person wants us to follow up with it 
irough a leller or phone. I explained to the 
oice person that we will make a note of this 
ompiaint and apologized for the 
iconvenience. 

ee Complaint above 
I 
lSee Resolution above 



- 
acking 

# - 

'147A __ 

'148A - 

5348 - 

!007X - 

3029H 
_. 

3039H - 

:at. # 
,ompi. 

2 

- 
Date of 
Compi. - 

10/02/02 

- 

10/02/02 

Nature of Complaint 

,On a scale of 1 - 10 with 10 being the best, 
operator is a 4. The customer explained that 
operators are ignoring the customer notes and 
so customer is having to repeat info already on 
the screen. Thought database would save time 
but it hasn't. Notes concern LD. Thanked 
customer for time taken to give feedback and 
that would let operator's supervisor know. 

Customer notes are not being read so customer 
has to continually repeat info that's on the 
operator's screen. Notes concern LD dialing 
instructions. Thought data would save time but 
it hasn't. Thanked the caller for time taken to 
give feedback and assured them the operator's 
supervisor would be notified. 

10/17/0i 

- 

10/18/0; 

- 

10/28/0: 

Date of 
tesoiution 

10/04/02 

10/08/02 

10/31/02 

10/18/02 

10/28/02 

10/28/0: 

October 200: 
Explanation of Resolution 

Met with agent. Coached agent on 
the Importance of reading and 
adhering to the customer notes. AIS( 
had a coaching session with the 
agent on selecting various COCs 
such as 10 I O  x c x  and when it is 
appropriate and when it is not 
appropriate to select the Sprint or 
COC options. 

Customer did have notes on how to 
use calling card but did not specify 
with # to dial that it would be long 
distance. Once agent realized #was 
LO agent stopped caii to redial with 
calling card. 

CA coached to always beep for a 
supervisor if asked and if the TTY 
message is unclear because of 
garbling. They should send clrl-2. 
Unable to contact customer. 

Talked to agent about this call. Told 
her that she must inform TTY user 0 
anything that happens during a call. 
She understood and agreed to revie 
procedures. 

CA said she did not have any call lik 
this today. She said she would mosi 
definitely type what the voice 
customer said. Center did have a 
problem earfy in the day with garble 
type and no type to inbound on calls 
placed through the Internet. The 
problem was fixed. 

4 

5 

Customer asked CA to get a supervisor more 
than 3 times. CA said the relay is not allowed to 
answer any questions. I apologized to customer 
and told them if they had questions to beep for 
a supervisor or call customer svc. Customer 
would like to be contacted. 

Agent did not keep TTY user informed. TTY 
user does not want a call back. "Just coach this 
agent." Thanked TTY user for informing us. 

Customer placed a call and party answered and 
agent typed GA. Customer voiced her response 
and never received any further typing from the 
relay operator. A diswnnect was indicated. The 
customer attempted to speak again and waited 
a few minutes but stili received no further 
response. I apologized for the inconvenience 
and told the customer I would document 
complaint and forward it to the call center when 
the agent is located for follow up with a 
supervisor. No follow up requested. 

29 

Customer cannot be heard on VCO when 
receiving a call through the relay. I apologized 
for the problem and let them know a trouble 
ticket would be issued on this problem. 
TROUBLE TICKET# 497144. Customer 
requires follow up by either tech or acct mgr to 
assure problem is resolved. 

10129/02 

I 

TROUBLE TICKET Results - 
Customer did not have VCO 
equipment He just had a normal 
phone given to him by PUC. He was 
not a deaf person. He could hear an 
talk. Not sure why he was uslng reia 
but told him to contact the PUC and 
get the correct VCO phone. 



4987 - 

2008X - 

20 10/29/Oi 

__ 

- 

Customer said he could not get through to a 
speech to speech operator yesterday between 
and 10 am. He also stated that his friend could 
not get through to him between 4 and 5 pm. HE 
said this happens quite oflen and is upset with 
the situation to the point of being discouraged 
from using the svc. i apologized to the customc 
and said I would report the problem and found 
that Sprint tech was updating software on the 
speech to speech stations yesterday called the 
customer back and explained that could be the 
possible reason he could not go through and 
that updates were infrequent and try using the 
svc again. The customer still wants someone tl 
contact him. 

11/01/02 

Agent did not keep the customer informed. l N  

agent, thanked the customer for informing us. 

:onnected with STS customer and 
liscussed several ways to improve 
m Oregon STS services. Customer 
vas pleased that I called. 

raiked tothe agent about mil. Told 
ler that she must Inform TlY user of 
inything lhat happens during a call. 
she understood and agreed to reviev 
rocedures. 



- 
racking 

# - 

3094H 
3094H 
- 
- 

3124H - 

3101 - 

:at. # 
:ompl. 

’ 

- 
Date of 
Compi. - 

11112102 

- 
11/12/0; - 

11/19/0; 

Nature of Complaint Date of Explanation of Resolution 
Resolution 

Puerto Riw voice user upset with agent 
because the agent typed to the TTY user when 
he asked for a repeat. Customer spends 
600mins on relay with deaf friend and in the 30 
other agents who have processed his calls they 
always repeat when he asks. Apologized for the 
problem explaining that agents are trained to 

can respond as the call is between the deaf 
person and the hearing person and the agent is 
not involved except to relay. Customer would 
like contact form acct mgr. 

CA was processing the call correctly. 
Followed up with CA on procedure. 

11’05/02 Unable to reach customer for follow- 
UP. type everything heard to the TTY use so they 

1 1 /I 310: 

- 

24 

Caller reporting a problem for TPI customer 
regarding inability to complete an international 
call thru OR relay to South Africa. I apologized 
to caller for the problem and interfaced with 
caller to get info on the TPI customer to open 
lT#546486 to look into the problem. Customer 
svc notified the Miier to let her know the call 
was able to be completed on test calls and 
more info would be needed to pursue the matte 
further. 

I I I 
3 lSee Complaint Above (See Resolution Above 

I I I 

12127/02 

Called and spoke with Pioneer LD 
company rep about the problem. 
Sharon is out until January 13th. Le1 
my number for her to call back to 
follow up on this. Our technical 
support is unable to duplicate this. 

24 

Customer having an intermittent problem where 
people cannot hear them on VCO. I apologized 
lo customer for the problem and let them know 
a trouble ticket would be opened to investigate 
the problem. Follow-up is requested on this 

Called customer for follow-up and 
03108103 customeh wife said problem has 

been fixed. 

issue with customer. 



- 
racking 

# - 

2300 - 

40302 __ 

3199H - 

:at. # 
:ompl. 

21 

- 
Date of 
Compi. - 

12/10/02 

Nature of Complaint Date of Explanation of Resolution 
Resolution 

Spoke with CA regarding policies 
using Ctrl U and Slowing down typing 

12/17/02 speed. She pointed out that it was 
not documented that the TTY user 
had informed her there was garbling. 

Caller upset that CA had lots of garbling from 
Relay and insisted il was not their TDD. Did not 
want follow up. 

Cuslomer complained that CA didn't explain to 
outbound person about the relay svc or didn't 
relay evewlhw to outbound Derson. 

Customer states agent hung up on her. She 
was typing and her call was disconnected. 
Customer svc rep apologized Lo the customer 
for the frustration she experienced Supervisor 
will be notified. Customer requests foilow up. 

5 

Unable to coach the CA due to no Apologized to iustorner for fNStration and 
asked for CA# in order to foiiow up but Ihe 
customer didn't have CA#. I suggested her to 

3 

CA does not remember any 
computer problems causing a call to 
disconnect and said she would neve, 
deliberately hang up on a customer 

12/10/03 and knows procedure to let 
supervisor know if a call was 
disconnected accidentally. AHempte( 
lo contact the customer for follow up 
several times -no answer. 

document CA# in the future. Then we'll be able 
to assist her better to resolve the issue. 
Customer was satisfied. 



'racking 
# - 

6324X - 

5375 - 

5521F - 

2366 - 

12986 - 

4078 - 

:at. # 
:ompl. 

21 

- 
Date of 
Compl. - 

11/03/03 

Nature of Complaint 

Oregon police oRcer d i e d  into Relay and 
asked for supervisor. Ofticer explained that 
TTY user had made threats to company thru 
Relay. Officer wanted more info on Relay and 
on TTY user. 

Customer requested supervisor 3 times and 
agent sent Ait 8 answering mach hung up. I 
informed the customer the CA would be 
coached to request assistance immediatiy wher 
a supervisor is requested. i apologized for the 
inconvenience. 

31 /06/0? 

Date of 
tesolution 

01/03/03 

01/21/03 

01/21/03 01/13/0: 

January 200: 
Explanation of Resolutlon 

Supervisor informed officer of call 
procedures and transferred call to 
customer service. 

CA coached to call for supervisor 
immediately when one is requested. 
No further contact customer satisfie( 

This agent number was incorrect, N 
further contact requested by the 
customer. 

01/2210: 3 

01/24/0: 

- 

01/31/0: 

VCO userwas concerned that when she 
receives incoming calls she always answers 
she Is hearing impaired and instructs the caller 
to use relay. She repotts oflen agents do not 
begin typing to her when she says this. 

01/22/03 

01/24/03 

02/03/03 

OR TTY user asked CA if today was Monday, 
Jan 13th. The agent replied that they did not 
have that info. Apologized for the problem 
explaining I would let the agent's supervisor 
know so they can speak to agent about this. 
Customer does not want contact. 

Assistant supervisor offered to 
update notes (already said she was 
VCO user). Updated notes and 
customer seemed satisfied. 

Met with agent. Coached agent on 
the importance of paying attention tc 
the buttons she presses. 

Unable to follow up on complaint as 
number is not a valid agent number. 8 

Customer complained that the agent interruptec 
her when she provided a Second number to be 
dialed. After reviewing the agent's screen, 
apologized to the customer for the 
inconvenience. Informed the customer that the 
agent had accidently pressed the wrong bunon 
however advised that her complaint would be 
documented. 

Customer frustrated with agent. Agent iefl 
message on answering machine which was 
virtually unintelllgible due to poor diction and 
inconsistent volume. Apologized and said 
supervisor would be made aware of problem. 



,ackiii 
# - 

3402H - 

2417 - 

3473H - 

5385 - 

Date of 
esoiutlon 

13125103 

)2122/03 

12/06/03 

February 200 
Explanation of Resolution 

TROUBLE TICKET results -Spoke 
with customer. We are in agreemen 
that this is a training issue. The age 
is not wailing long enough for an 
ASCII connection before 
disconnecllng caller. They are 
assumlng that it is a fax machine, 
when it is not. The tones are similar 
to his Nextel software handshake. I 
have spoken with the Tucson lrainei 
He wiii speak with the other trainers 
to reclify lhis problem with the curre 
agents through additional training. 
Resolved by tech. Contacted 
customer regarding sohare issue. 

Met wilh agent concerning the 
complaint. Agent staled that she nc 
remember the call or hanging up on 
customer. Coached agent on the 
importance of remaining polite and 
patient on all calls at all time. Agent 
was advised of the consequences o 
hanging up on a customer. Slressec 
to the agent about the severity of 
hanging up on a caii. She was also 
advised to document and call a 
supelvisor for assislance when 
experiencing any technical problem! 
while processing calls. Appropriate 
action to be taken. 

24 

Customer stales he's a federal employee who 
uses ORs. Relay operator tells his number is 
being answered by a fax machine This has 
been a problem for two weeks. (The calling 
number should be noted). But customer slatas 
he calls from hls dedicated number using Next 
software. Customer svc rep agreed to submit i 
trouble ticket to our techs. Customer follow up 
required. TROUBLE TICKET# 1000708175 

OR hospital calling to repolt that TTY user 
patient can not make local call. Agents ask foi I I  billina info. Customer calling from number doe: 

)2/,6/03 

)2/25/031 24 I not maW number on screen. Suggested they 
contact LEC and I entered TROUBLE TICKET 

TIY caller upset because CA hung up on them 
before the calls were finished. I apologized for 
the inconvenience and told the customer the 
CAk supervisor would be notified. 

)3/06/03 

TROUBLE TICKET results - Workei 
with the tech listed as the POC. 
There was an issue with the PBX th 
lhe customer dialed through not 
passing the correct ANI lo sprint. TI 
tech has corrected lhis problem and 
test calls conducted through the mo 
issue position have confirmed that 
lhis is no longer an issue. Tech has 
contacted customer. 

12/04/03 

for relay techs to trouble shoot. Apologized for 
problem. Customer would like contact from 
techs with results.TT#752425 

4 See complaint above 
Ipossible. 

- 32/27/03 
CA coached to verify the calling to A 
before dialina Out. No furlher contac 



Trackin! 

or431 1 

Cat. # 
Compl. 

- 
Date of 
Compl. - 

13/16/03 

Nature of Complaint Date of Explanation of Resolution 
Resolution 

The agent hung up and wasted my LD. I 
apologized to the customer and said I would fwd 
it on. I called Sprint to ask for immediate credit. 
Customer does not need a follow up call. 

CA does not remember call. CA 
voiced knowledge of 3 minutes wait 

03/17'03 and getting supervisor approval 
disconnect. 

33/04/0? 

- 
03/04/02 
03/04/0: 
- 
__ 

03/01/0: 

Agent could barely be understood by hearing 
caller. TTY customer called her via OTRS to let 
her know about a problem. Caller reported that 
the agent had a very heavy accent and she 
could hardly understand what the agent saying. 
Had to repeat Several times on the call. Process 
was very slow, as if agent says one word at a 
time. 

Reviewed system report and that 
agent number was not used and has 
not been assigned to anyone. Could 

03i08/03 not resolve this complaint due the 
lack of info and a number lhat has 
not been assigned. 

5 

I I I 
8 lSee complaint above lSee resoluton above 

21 !See compla'nt above I lSee resoiuton above 

TTY was disconnected from person. She called 
then asked why they were disconnected and 
relay agent would not explain. No follow up 
requested. Apologized to the customer and 
assured complaint would be documented. 

Met with agent. She had no 
recollection of this particular call. 

03/08/03 Agent was coached on lhe 
importance of keeping customers 
informed at all limes. 



-rackin( 
# - 

2498 - 

3172-1 - 

Date of 
Compi. 

Cat. # Nature of Complaint 
Compl. 

04/21/03 

26 

TTY user said they were placing a call and CA 
hung up on them. Caller was upset and said 
they were trying to place a call and were hung 
up on. No call back needed. Apologized and 
said I would write up a complaint and the CA's 
supelvisor would follow up with them. 

~ 

Will have the newly-hired account 
manager follow up to contact this 
customer to see if it is sbll a problem 

05/01/03 Will try to get agent number to 
identify by tracking down the garblin! 
problem. It may have been the MN 
center that was having the trouble. 

Customer having garbling problems when using 
the OR relay. I apologized to customer for the 
problem and opened a trouble ticket 
io00898718 to resolve the issue. Customer 
needs follow up. 

Date of Explanation of Resolution 

Spoke to CA and CA doesn't 
remember the call. She said she 
would not hang up on a person. 

callers. Make sure the screen is 
blank before hanging up and toid he1 
if there is some kind of problem to 
get a team leader to help. 

04/28/03 

I I I I 



- 
-racking 

# - 

2544 
2544 
- 
- 

TTY said they placed a call and the outbound 
voice was saying vulgar things and the CA 
stopped typing. Customer said they didn't 
understand what happened. The TTY user 
wanted to speak l o  that CA. Person taking 
complaint apologized and said that wasn't 
possible, but that this penon would fonnard the 
concern to that CA'S supenisor. Person taking 
complaint also explained that it's possible that it 
was a technical issue. 

Agent ID number is currently 
unassigned Customer did not want 

05'28/03 follow-up, so no further investigation 
is warranted. 

I I 

05/27/03 I 17 )See complaint above lSee resolution above I 



Attachment # 2 

Summary Log for June 1,2002 -May 31,2003 
Oregon Relay 

For the period of June 1, 2002 through May 31, 2003, Sprint processed more than 748,921 
outbound calls on behalf of Oregon Relay, receiving a total of 72 (< 0.001%) customer 
complaints. All 72 complaints were filed with supervisors at one of the eleven Sprint TRS 
centers. All of these complaints were resolved in a timely fashion. None of these 72 complaints 
were escalated for action to the State of Oregon or to the Federal Communications Commission. 





Public Utility Commission 
550 Capitol Street NE, Suite 215 
Mailing Address: PO Box 2148 

Salem, OR 97308-2148 

Oregon 
Theodore R. Kulongoski, Governor 

June 25,2004 

Consumer Services 

Local: 503-378-6600 
Administrative Services 

1-800-522-2404 

503-373-7394 

Erica Myers 
Federal Communications Commission 
445 12 '~  Street sw 
Room TW-A325 
Washington, DC 20554 

RE: Oregon TRS Complaint Logs for June 2003-May 2004 

Enclosed are copies of the cover letters and complaint log summaries for Oregon 
Telecommunications Relay Services (OTRS). Please note that All OTRS comulaints and 
resolutions are directed to the contact listed below: 

Damara Paris, RSPF Manager 
Telecommunication Assistance Programs 
Oregon Public Utility Commission 
550 Capitol Street NE, STE 215 
P.O. Box 2148 
Salem, Oregon 97308-2148 

(503) 378-621 1 Voice 
(503) 378-6047 Fax 
(800) 648-3458 TTY Toll Free (in state only) 
(800) 848-4442 Voice Toll Free (in state only) 
damara.paris~,state.or.us E-Mail 

(503) 373-1413 TTY 

Please contact me if you have further questions. 

Sincerely, 

Damara Paris, RSPF Manager 



June 200: 

3291-1 

8500-D 
8500-D 

2559 

8510-D 

42002 

5428 

I I lOR voice customer concerned she could not I I 

handle the situation. 

Coached agent on the importance of 

for our customers at all times. 
accent was hard lo ''dentand had to 06/06/03 speaking Clearly and to follow instrcutions 

spell a lot of things. 06/04/03 

06/04/03 9 

TT results ~ The customeh LEC is 
responsible for routing 711 to relay. If 

711, they need to contact their LEC. 

VCO customer was concerned that since June 8th 
she could not reach relay by dialing 711. She was 

sewice. TT#1001037612 
06/1 1/03 29 also concerned that she could not reach customer 07/02/03 customer cannot reach relay by dialing 

Customer asked the agent three times to spell a 
word and the agent didn't and hung up on the 
customer. or instructions. 

Agent explained relay after customer instnrcted 
notto. 

Voice inbound said CA did not type her real words 
and was putting her own words in the 
conversation. 

Advised agent to ring for SUpeNiSOr if 
agent doesn't understand callets question 5 06/25/03 06/24/03 

Unable to follow up with CA as this CA iS 

08/29/03 no longer with relay. 06/19/03 

3 06/30/03 CA was coached on proper procedures. 06/20/03 

understand what the CA was saying. Customer 

robotic voice and felt this was a rude wav to 

Unable to follow up with CA as this was an I 06/04/03 I 17 1 said CA was speaking in a monotone almOSt 

06/20/03 

Talked with agent about the call. Agent 
remernebers the call and said ny user 
simply started typing before greeting macr 

TTY customer stated that the agent interrupted 
them while they were trying to type the phone 

number. had Drinted out completely. 

7 06/25/03 



Computer msg stated FD number not avallable. Tr resultsCustomeh DB has no 

TIY user said they are not able to talk to the agent 
at the end of the call because it automatically 
disconnect shortly after the inbound voice 
disconnects. 

08/03/03 

5439 

The system automatically diswnneds 
which the agent cannot control. The agent 
is not responsible for disconnection. 

08/04/03 

08/1 5/03 

42632 

Agent called police and said customer wanted to This CA was not working at this time. NO 
3 commit suicide. Customer never told the agent to 08/21/03 up wth CA needed. 

call police. 



september 2003 

09/04/03 17 VCO customer said agent was very rude. 

2642 

Customer stated that the agent waited too long to 
dial out. I I 09/25/03 I 1 I 

9015fl 

Customer was angry that agent could not explain i 

what "blocklist.com" was. 
09/30/03 21 recorded message he had just tpyed specifically 

43042 

The caller tried to interrupt CA in the middle of 
recording to request for a live rep. CA ignored and 
kept on typing the while recording. 

09/30/03 3 

Agent has been coached on not telling 

Policy complaint agent followed proper 
09/30'03 procedures. I 

Spoke with CA on the need to be receptiv' 
10/01103 to the caller. 

October 2003 



N 

x 
T) 
!? 



VCO stated CA did not keep her informed when 
she was transferred from live person to recording. 

Voice had asked the CA to slow to 40 wpm. CA 

assistance, then proceeded to dial call. 

02/27/04 

2875 

02/20/04 3 said it was not possible without supervisor 

6879X 

Customer asked agent for nbr and agent provided 
OR relay number instead of agent id number. 02124104 

44512 

~ ~~ 

02/27/04 

While supervisor was there agent did type 
ID and customer kept asking for it two or 
more times so supervisor took over 
apologized and provided requested 
information. 

Agent interrupted caller when caller was typing 
number to call. 1 03/16/04 1 17 1 

Tracking 
# 

76881) 

Date of Cat. P Nature of Complaint 
Compl. of Compl 

Agent d a not follow instruct ons on a lengthy Call 
'nvolving recordngs Type was slow and old not 
give ca.ler tne GA lo tnaicate recordng waa'ng for 
info to ne enterea. 

03/11/04 

03117'04 

March 2 0 0 ~  

to follow when a recording repeats itself 

Coached agent on the mportance of ca I 
et quette and snow ng customers respect 

03/23/04 

32226 

03126104 Agent typed background. VCO said rep 

OR lTf user concerneo about agent ax ing them 
for a te  ephone number ana password when they 
asked for AMR 

3 

Caller sad  agent typed to VCO user that caller 
speaking slowly and robottca ly and oiscrim nat ng 
amnst  her 

8 



Anr i l7 f l f lA 

Tracking 
# 

Coached agent on correct disconnect 
machine. Agent dialed second number and then 
Agent dialed a number and reached answering 

hung up onTTYy customer. 

Date of Cat. # Nature of Complatnt 
Compl of Compl 

05/05/04 

3363K 

05/20/04 

2987 

05/15/04 

17 Voice customer shocked that relay agent rude ant 
abrupt in processing TTY to voice call. 

Voice caller trying to call customers back. 
inadvertantly called to Oregan Relay. Reports that 
CA was abrupt and Nde and unprofessional. 

17 

lTf user calling on behalf of her friend who used 
relay reports '"relay lady is very rude to her a lot 
like that, hung up on Chrissy 2 times and trying to 
call her mom." 

3392K 

05/20/04 

tion of Resolution 

rectly to TTY caller 
saying "she" and "tel 
d with phrases like 
to the caller" "the 

operator is not invo ved in the 

~~ 

Met with CA and coached on maintaining a 
professional demeanor. CA was advised tc 
call for a supervosr when reached levels of 
frustration. 

05/, 7/04 
Supervisor reviewed proper procedures 
with CA. 


